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EX Status & Priorities
How is people's experience of work?

What is the top opportunity to invest in EX?

Have a life event

TOP Moment by impact on overall work experience
(out of 39 moments)

To improve the experience of 'Have a life event', focus on enhancing physical 
touchpoints first:

... more impact on overall 
experience than the 
average moment

... of people are satisfied 
with their experience in 
this moment

Impact on overall experience 
in this moment went up in the 
past 12 months

Experience is in line with 
the average moment 
experience

25% of employees are not satisfied with their 
experience of work.
Share of employees that is not satisfied or very satisfied 
with their experience in 39 key moments across the 
employee lifecycle.

e.g. parental leave, sickness in the family

3x 75%

67%
70% 72% 72% 72%

79%

85%

(HR) Support
Process

Company
Communication

HR Service Rep Employee
Benefit

Company
Policy

Line Manager Colleagues

Experience at touchpoints within ‘Have a life event’ Moment
Share of Employees that is satisfied or very satisfied with their experience

Least satisfied Most satisfied
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FOUNT provides EX Intelligence and EX Operations software-as-a-service solutions to prioritize areas for experience improvement and operationalize 
experience enhancements throughout the organization. Visit fount-ex.com
TI People provides EX consulting services and partners with EX Leaders to enrich people’s experience of work. Visit ti-people.com

Our data: Insights are based on 2.5 million experience ratings for 39 moments and 52 touchpoints across the employee lifecycle, provided by employees and managers from 
Europe, Americas and Asia. >50% of the included companies have more than 50k employees. They are equally distributed across 15 industries. Insights on the impact of 
moments or touchpoints are based on multi-linear regression analysis.
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Hiring & onboarding new team members 
matters the most to frontline managers
Of all activities frontline managers perform as part of their job, 
'hiring and onboarding new team members' is most influential on 
their overall experience.

Spotlight of the Quarter:
The Frontline Manager Experience

FINDING 1

... more impact on managers' 
experience of their role compared 
to the average moment

Hiring & Onboarding

Companies know that frontline 
managers are key to business results: 

TOP
MOMENT

4.5 xx

FINDING 2

FINDING 3

Managers lack organizational support 
when hiring & onboarding new 
employees
This important moment is also underperforming by 8% pts. 
compared to average. At this organization, 29% of frontline 
managers don’t get the hiring and onboarding support they 
need, which impacts their day-today productivity and ability 
to deliver a good experience to their teams

According to their teams, frontline 
managers underdeliver in three ways 
Frontline teams report poor experiences with their managers 
when they... 
• discuss compensation (27% lower than average)
• pursue a new job (-14%)
• set goals (-6%)  

Enabling frontline managers for these three critical moments will 
increase their team’s experience, and thus, performance.

Of every 100 frontline managers, 29 don't 
get the required support to hire and 
onboard new team members

73%

73%

65%

52%

Set/Reset Goals

Avg. 
moment

79%

Max.
moment

93%

Pursue New Job/
Role or Promotion

Discuss/Negotiate
compensation

Share of employees that is (very) satisfied with their 
managers (bottom 3 moments)

The teams that they manage are responsible for selling to and 
serving clients. Given the outsized role that managers play in the 
experiences of their employees, if frontline managers serve their 
teams well, this will positively impact their team’s ability to 
improve client experience.

However, in a world of changing requirements such as demanding 
customers, COVID, and the switch to hybrid work, where do 
frontline managers most need support from their organizations, 
especially when they are asked to do more than ever?

We have taken a deeper look into the experience of frontline 
managers in doing the tasks they need to accomplish as part of 
their everyday role. What do they need the most, what gets in 
their way, and how does their experience translate into a better 
experience of their teams, and ultimately their customers?

Below are the anonymized results of a customer case study.

Customer Case Study
 (Global Pharmaceutical company >100,000 employees)

compared 
to 21% for 
the average 
moment

Please note that the analysis and 
related insights are organization 

-dependent and cannot be 
generalized to all.
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